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ABSTRAK 
 
Akhir - akhir ini banyak bisnis ritel yang bermunculan di dunia 
bisnis saat ini. Hal ini membuat persaingan yang sangat sengit dalam dunia 
ritel. Usaha ritel banyak bermunculan sebagai akibat dari tuntutan gaya 
hidup masyarakat yang mulai berubah. Seperti halnya yang terjadi pada 
industri ritel nasional dimana perkembangan jumlah ritel di Indonesia terus 
berkembang seperti supermarket, hypermarket, minimarket, dan ritel 
lainnya.  
Lingkungan yang menjadi kendali atau dikendalikan konsumen 
untuk kemudian direspon oleh konsumen adalah hasil dari terbentuknya 
karakteristik toko yang terdiri dari product assortment, value of 
merchandise, salesperson’s service, after sale service, facilities, dan  store 
atmosphere. Dengan adanya hubungan antara elemen dalam store 
characteristic yang mempengaruhi shopping emotional maka peneliti 
mengambil objek penelitian di SOGO Department Store Surabaya.  
Dan dari hasil penelitian yang disebarkan pada 100 konsumen 
yang pernah berbelanja di SOGO Department Store Surabaya, dan 
pembahasan yang digunakan sesuai dengan tujuan hipotesis yang dilakukan, 
maka dapat diketahui bahwa product assortment berpengaruh terhadap 
variabel positive emotion, karena keberagaman produk yang lengkap akan 
menimbulkan perasaan senang dan lega bagi konsumen, begitu juga dengan 
salesperson service, facilities dan atmosphere yang merupakan komponen 
penting yang bisa menimbulkan positive emotion pada konsumen, sehingga 
menarik konsumen untuk melakukan pembelanjaan. 
 
Kata Kunci: product assortment, value of merchandise, salesperson’s 
service, after sale service, facilities, store atmosphere, Store 
characteristic, positive emotion, SOGO Departement Store 
Surabaya. 
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EFFECT OF ELEMENTS OF STORE CHARACTERISTIC INTO 
POSITIF EMOTION IN SOGO DEPARTEMENT STORE 
SURABAYA 
 
ABSTRACT 
 
Today many retail businesses that have sprung up in the world 
business today. This makes a very fierce competition in the world retail. 
Retail businesses are emerging as a result of lifestyle demands society 
began to change. Like the case in the retail industry national where the 
number of retail developments in Indonesia continue to grow in rapidly as 
supermarkets, hypermarkets, minimarkets, and other retail continue to 
emerge. 
Environment to control or be controlled consumer then responded 
by consumers is the result of the formation of the characteristic shop 
consisting of product assortment, and the value of merchandise, 
salesperson's service, after sale service, facilities and atmosphere. With the 
relationship between the elements in the store characteristics that affect the 
emotional shopping then researchers took experiments in SOGO 
Department Store Surabaya.  
And of the results of research on the spread at 100 consumers who 
had shopped at SOGO Department Store Surabaya, and discussion are used 
in accordance with the hypothesis that the purpose was, it can be seen that 
the product assortment variable positive effect on emotion, because of the 
variety product will cause feelings of pleasure and relief for consumers, 
once goals with salesperson service, facilities, and the atmosphere is an 
important component that can lead to positive emotion on consumer, so 
attractive to consumers spending. 
 
Keywords: product assortment, value of merchandise, salesperson’s   
service, after sale service, facilities, store atmosphere, Store 
characteristic, positive emotion, SOGO Department Store 
Surabaya. 
 
 
 
